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InControl Call Reporting

At a Glance

e Simplified reporting system which provides important business analytics
* Browser-based — no client to install

"""" ¢ Run on demand or scheduled reports with flexible configuration options
e Seamless integration with NEC’s Contact Center reports

¢ Wizard-driven reports enable easy access to information

-
~ e Simple to use interface to quickly analyze department/group, or user-level
call history, activities, and trunk utilization

¢ At-a-glance report interface enables executive staff to quickly understand
overall system usage and caller experience

Overview

In today’s ever-changing business environment, information is critical when making important organizational decisions, and managing employees and
resources. Your business decisions should be based on facts, both current and historical, to ensure your employees are informed and your business is

effectively servicing customers. NEC’s InControl provides the information you need to help you make the right business decisions.

InControl Call Reporting allows you to create reports for most all of the call activity in your company, such as, inbound and outbound call volume,

total calls, duration of calls and average duration of calls and more. Utilize InControl’s historical call metrics to track productivity and improve future

call usage.

Solution

InControl is a simple to use reporting system which provides business [—

analytics for non-ACD calls. It allows you through a Wizard-based . vt page
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easily be created for those reports you run frequently and reports can be

scheduled to run based on designated start/stop times and report name.

InControl can help you determine:

e Whether a caller’s complaint that they were on hold for 20 minutes is

valid, or just an impatient caller’s sense of time.
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¢ If you have the correct number of call paths (SIP, digital, or analog) to
By studying the complete end-to-end call history, managers can determine number
support your call volume. ) ) o .
of transfers, hold time and talk time to help maximize the customer experience



e If your call staffing is sufficient and keeps you informed by tracking
calls answered by groups or individuals to insure calls are being
handled efficiently and all staff is productive.

¢ InControl’s business analytics can be displayed in regular table
format as well as pie and line charts for your instant analysis.

Designed to work with the NEC’s Small to Medium Sized Business
(SMB) Communications Platforms

InControl pulls call data from multiple sources, including directly from
the CPU, to capture information generally not available from most

other systems.

Seamless integration with Contact Center reports

Analytics in a contact center are important to ensure a smooth-running
center. Why leave one application and go to another to view an additional
set of company reports? InControl reports and Contact Center reports
for ACD calls are run from the same easy to use interface when NEC’s
SMB communications platforms are licensed for both. Integration is
accomplished through simple licensing and no additional hardware is

required to add Contact Center reports to InControl.

Reports when you want them

Reports can be run as “once and done”, saved as a template for later use,
or scheduled to be run and emailed to designated personnel. Template
and scheduled reports can be duplicated and/or modified as your

requirements change.

Runs in modern browsers

Reports can be run from any modern computer running Windows or
Mac OS. PC replacement is not required as long as it has a supported
browser. Need to run a report and you’re not in your office? No problem!

Simply run your reports wherever you have access to InControl.
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Take advantage of the Trunk Utilization Report by Hour to track productivity and
improve future call usage
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InControl provides a detailed Extension Call Summary by Department report where
managers can analyze call history of an individual department

Table Total calls Duration and Avg. Duration Duration Avg. Duration
Extension Summary by Departments.
Departments: Sales and Marketing Extension Call Summary by Department - Table SEpaee
Coverage period: This month, 8:00 AM - 6:00 PM
Extension « ~ Name ~  Inbound ~  Outbound ¥ Internal v Total v  Duration ¥ Avg. Duration =
2830 Ross 13 1 9 23 1:18:31 0:03:25
2833 Ryan Q 0 a 3 0:00:50 0:00:17
2835 Dave 10 5 6 21 0:24:01 0:01:09
2938 Charlie 42 18 28 88 5:33:06 0:03:47
2939 Dan g9 19 15 43 1:30:30 0:02:08
Example of the Extension Call Summary by Department report in table format
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About NEC Corporation of America: Headquartered in Irving, Texas, NEC Corporation of America is a leading technology integrator providing solutions that improve the way people work and communicate. NEC delivers
integrated Solutions for Society that are aligned with our customers’ priorities to create new value for people, businesses and society, with a special focus on safety, security and efficiency. We deliver one of the industry’s
strongest and most innovative portfolios of communications, analytics, security, biometrics and technology solutions that unleash customers’ productivity potential. Through these solutions, NEC combines its best-in-class
solutions and technology, and leverages a robust partner ecosystem to solve today’s most complex business problems. NEC Corporation of America is a wholly-owned subsidiary of NEC Corporation, a global technology

leader with a presence in 160 countries and $28 billion in revenues. For more information, visit necam.com.
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